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   Inside this issue: 
Special points of 
interest: 
 
● Next Clinicals  
  
 October 16 
 November 20 
 December 19 
 January 22 
 
● December  Miller 
workshops tentatively 
planned. 
 
● DOP 1-5 planned for 
next March 22-26 
 
 
 
     This design though has a remark-
able track record, and it is just the 
fact that so much of the flight is 
controlled by computers that is re-
sponsible for the safety record air-
lines enjoy. 
 
     In fact, most errors are caused 
by human not computer failure.  So I 
am not worried about the house. 
 
     We might ask why have the pilot 
in the plane at all? 
 
     I suspect they serve as the final 
safety back-up system. 
 
     That is, they are needed when an 
event occurs that is not programmed 
into the computer. 
 
     They are the Exception Manage-
ment System so to speak. 
 
     When the computer alerts the 
pilot to a non-normal condition – a 
course change, a malfunction - they 
can manually take control of the 
plane and plan accordingly. 
 
     This is what is unique about hu-
mans.  We are, at least for the time 
being anyway, better at dealing with 
novelty – things that are not ex-
pected – than computers. 
 
     I recently watched a presenta-
tion on Southwest Airlines where it 
was mentioned that teams at Boeing 
Aircraft Manufacturing have not had 
supervisors for the last several 
years.  
  
 
I live under a great 
circle route. 
 
Every day late in 
the afternoon 
planes fly directly 
over my house. 
 
Not the “little star 
fighters mind you 
but the big Corillion types!”  (As Hans 
Solo would say.) 
 
     Jets big enough for a transatlantic 
crossing. 
 
     Occasionally I can hear them.  
They are 35, 000 feet up.  That’s 7 
miles, folks. 
 
     I have learned that these planes 
are so complex that they are flown by 
computers. 
 
     At take-off, the pilot enters a CD 
into the on-board computer – the au-
topilot - with the course and flight 
data pre-loaded.  
 
     Now, I am not sure whether the 
pilot actually takes the plane off or 
lands it, but I understand a large part 
of the flight is flown entirely by the 
computer. 
 
     So you might ask, what does a pilot 
do for hours at a time during the 
flight? 
 
     Well, some sleep. 
 
     A scary thought, no doubt, partic-
ularly if they are flying over your 
house. 
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 Printed & Other Matters 
To the subscribers of   Bob Behn’s Public Management Performance Leadership Report — 
 
 
    Six years ago this month, I wrote the first issue of Bob Behn’s Public Management Report:  
“On the executive responsibility to set Performance Targets.”  Since then, I’ve written 71 other 
issues, examining a variety of topics that I thought public executives would find interesting — 
perhaps even helpful. 
 
    Yet, as you may have noticed, many issues have focused on various aspects of an important 
challenge that faces the leadership team of any public agency:  How can we improve perfor-
mance and produce better results?  Indeed, this is the focus of my research, of my teaching, 
and of the executive-education program that I chair:  Driving Government Performance: Lead-
ership Strategies that Produce Results. 
 
    Consequently, believing in truth in advertising, I thought that a change in the name was ap-
propriate, even useful.  Beginning with the next issue (September 2009, out next week), the 
new title will be Bob Behn’s Performance Leadership Report. 
 
   Why “performance leadership”?  Because, too many people (both academics and executives) 
use the phrases “performance measurement” and “performance management” interchangeably.  
It’s as if they believe, either explicitly or subconsciously, that if they measure performance they 
are also managing it — that if they measure something all kinds of miracles will happen.  
Thus, to emphasize the obvious — that a public executive will never be able to mobilize a pub-
lic agency to improve performance without active, engaged leadership — I have chosen this new 
name. 
 
   You won’t find big changes in frequency or format — primarily a more concentrated effort to 
focus on the challenges of “performance leadership.” 
 
   I hope you continue to enjoy my monthly cogitations.  If so, please tell your friends.  If not, 
you can always tell your enemies. 
    Bob 
 
P.S.:  If you would like to post an issue on your Web site, or create a link to Bob Behn’s Perfor-
mance Leadership Report, you are certainly free to do so.  All we ask is that you let us know 
what you are doing, and that any issue you post is complete, including all of the links.  
Thanks. 
 
P.S. #2:  For more on some of my thoughts on “performance leadership,” you can check out 
Performance Leadership:  11 Better Practices that Can Ratchet Up Performance at: 
 
http://www.businessofgovernment.org/pdfs/BehnReport2.pdf 
 
 
P.S. #3:  The spring 2010 edition of Driv-
ing Government Performance:  Leadership 
Strategies that Produce Results has been 
scheduled for March 21-26.  For details 
go to: 
 
http://www.harvardEE.org/BehnReport 
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     The teams were so well-versed in the work 
that needed to be done that they managed the 
work themselves, sort of like an autopilot. 
 
     So we might ask the same question we asked 
earlier about the pilot? 
 
     What do the managers do if they are not su-
pervising? 
 
     They are monitoring for exceptions in “the 
here and now” and planning for the future “the 
there and then”. 
 
     It does sound a little like current state (here 
and now) and future state (there and then) 
doesn’t it? 
 
     The Southwest Airlines presentation was 
about Lean Management and made the case that 
developing semi-autonomous work teams – auto-
pilots– is a benefit to an organization. 
 
     We know why these types of teams are ef-
fective.  The people doing the work know the  
work; they know what works and what doesn’t. 
 
    That’s why a key principle of Lean is to pro-
mote them and use them.  But it has an added 
benefit. 
 
     Management can focus on two important 
roles: 1) when an exception to the current state
-the here and now- is detected or 2) to set a 
change in direction – the there and then.  The 
rest of the work can be left to the work teams. 
 
     Managers are now free to think about the 
organization - its values and ethics, its future 
and its past - and plan accordingly.  Or as Staf-
ford Beer once said long ago, “Management’s 
role is to conduce organizational viability.”  
 
     That is, to enable the organization to survive 
and adapt to a constantly changing environment. 
 
     And all of that is happening every day at 
35,000 feet over my house.  
    —— Walter 
 
The Ins & Outs of CI-Ps  
 Rae Brann will be moving from 221 State Street to join her OIT colleagues 
on Commerce Drive.  In the recent OIT re-organization, her position and func-
tions were moved to the office of Systems Integration & Governance under 
Steve Campana.  We 221 folks will sorely miss her but it will be your Commerce 
Drive folks’ gain !  
Richard B. Thompson
CHIEF INFORMATION OFFICER
James Lopatosky
ASSOCIATE CIO
APPLICATIONS DEVELOPMENT & SHARED SERVICES
Cindy Hopkins
HEALTH & HUMAN SERVICES
Arthur Henry
FINANCE & LABOR
Brian Guerrette
LAND USE, EDUCATION, 
REGULATORY & PUBLIC SAFETY
Steve Campana
SYSTEMS INTEGRATION & 
GOVERNANCE
Andrea McCaslin
RESOURCE POOL
Denise Brigham
Applications Governance & 
Architectural Compliance
Kathy Record
ASSOCIATE CIO
POLICY, PLANNING, & OVERSIGHT
Greg McNeal
CHIEF TECHNOLOGY OFFICER
Rae 
Brann
 Asleep at 35,000 Feet       — cont’d from p. 1 
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Developing Design Notes for an Integrated Val-
ue Stream Mapping (VSM) Model 
 
At the September 18, 2009 Clinical, CI-Ps began to develop the flow and content of design notes for value-
stream mapping that integrate the several approaches and methodologies we have been exploring.  When 
completed, these will augment and provide an alternative to the basic VSM design notes already estab-
lished as a standard and posted on the BTC website.  The following is a high-level first draft of the flow de-
sign for Day One—Current State.  We will all continue to work on this, as well as on Day Two—Future State 
and Day Three—Implementation Plan. 
  
DAY ONE INTEGRATED VSM—BASELINE COMPONENTS/MODULES FLOW  
Duration Module/Component Key Ideas Rationale 
      When & Why 
  Set-Up 
 
Make place conducive to learning & doing. 
 
  
  
Start-Up 
  
Networking; welcome; improvement event overview; 
logistics; CI-Ps Intro of selves, role, co-lead, BTC: Par-
ticipants intro & roles in process; group expectations, 
the one thing they’d like to improve; agenda. 
 
  
  
Scope of Work 
  
Shared understanding of the work to be considered 
and done – puts P’s on equal footing; Mgr’s review of 
charter; Roles & Responsibilities; Ground Rules devel-
opment. 
  
  
System of Work 
(Learning) 
  
Develop system/process mindset 
 
  
  
(Practice Modules: Walk-
ing the Dog; Mission; Mus-
tang Factory; Card/Flow 
Simulation; ) 
  
Develop common experience to reinforce key concepts 
(customer, product, process, outcome, value, flow);  
one of several places for card simulation. 
  
  
Process Analysis Matrix 
  
Snapshot of process, first written document of current 
state; Key Steps at very high level or leave out until 
after CS mapping is done. 
  
  
Mapping Current State 
(Visualizing the Current 
State Worksheets; metrics – 
what is: value/use of; func-
tional role swimlanes) 
Worksheet; Stickie notes activity (brainstorm / loop & 
group); swim lanes by step/activity & role (vs. list, vs. 
do at end); elapsed time, work time; as WHY 2x or 
more (minimize elapsed: work time); stickies – blue 
improvement notes & yellow/buff comment notes. 
  
  
Analysis (Metrics Sum-
mary; brief 3 B’s & Waste)  
As time permits - Here or can be at beginning of Day 2; 
Metrics summary (reality check); 3 B’s (brief); Wastes 
(brief); Red dot step problem identification; (optional) 
critical path identification. 
  
  Wrap-Up Summarize day & relate to Day Two work.   
  Check-Out Closure; the learning;   
  Adjourn Appreciation   
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 BTC Lean Events 
Date Time Topic Location Contact 
Oct 16 8:15-4:30 Clinical Supervision & NH-
DHHS Visit  
221 State, Lean Lab ASD / WEL 
Nov 20 8:15-4:30 Clinical Supervision 221 State, Lean Lab ASD / WEL 
Dec 2-4 Tentative Ken Miller Workshops TBD ASD / WEL 
Dec 18 8:15-4:30 Clinical Supervision 221 State, Lean Lab ASD / WEL 
Jan 22 8:15-4:30 Clinical Supervision 221 State, Lean Lab ASD / WEL 
Feb 19 8:15-4:30 Clinical Supervision 221 State, Lean Lab ASD / WEL 
March 19 8:15-4:30 Clinical Supervision 221 State, Lean Lab ASD / WEL 
Mar 22-26 8-5 daily DOP 1-5 221 State, Lean Lab ASD / WEL 
April 16 8:15-4:30 Clinical Supervision 221 State, Lean Lab ASD / WEL 
* To add or see more events or detail, go to the Bend the Curve Calendar in Outlook’s Public Folders.  
The Ins & Outs of CI-Ps
  
 Having had to take a temporary absence from Bend the Curve participation, 
Sheryl Smith e-mailed to say that she has missed Clinicals and all of us.  She asked 
all of us to feel free to e-mail or call her anytime. 
 
She went on to say that she felt that  “. . . the seeds are sown and growing . . .” and 
that she takes “. . . every opportunity to insert lean suggestions during all the meet-
ings I take part in and projects I take on.  Every little bit can make a difference.  In 
one project team I was having trouble convincing people that they didn't need to 
create additional forms.  Eventually I used the term lean and explained that adding 
extra steps can be waste of time and resources.  They still seemed a little hesitant, 
then our new asst. director, who came from DHHS by the way, took the lead and said 
yes, she believed in the lean concepts and we were off to greater plans.  I loved it!  
 
My new pressures and demands are something I asked for and enjoy.  They are re-
lated to BRS completely restructuring the way we do our work and I do think lean 
concepts are included.  I had advocated for 14 years or more that we have a Career 
Exploration Workshop for all of our clients.  It is finally happening and I am leading 
the pilot group here and have been involved with the design. . . . It's a great direc-
tion and I am excited about the changes which should lead to a much leaner opera-
tion here. 
 
. . . I will always be a champion of lean!” 
The primary purpose of the Bend the Curve Team 
is to provide support, consultation, assistance, and 
leadership in process and other improvement ap-
proaches and activities for State staff and work 
teams as they seek to continually improve their 
work culture, procedures,  processes, and environ-
ments – in order to meet the mission of the de-
partment and the expectations of Maine citizens. 
 
OLM/BTC Staff: 
Walter E. Lowell, Ed.D. CPHQ, Director 
        Phone: 207-287-4307 
        walter.lowell@maine.gov 
Julita Klavins, M.S.W.  
        Phone: 207-287-4217 
        lita.klavins@maine.gov 
 
 
Office of Lean Management, DHHS 
221 State Street 
Augusta, Maine 04333-0011 
 
FAX: 207-287-3005 
TTY: 1-800-606-0215 
Lean Lab : 207-287-6164 
 
More Miller 
workshops & 
DOP 1-5 being 
planned ! 
 CI-P News 
 
 We’re on the net ! 
http://www.maine.gov/dhhs/btc  
http://www.maine.gov/labor/bendthecurve/ 
 
Additional workshops 
with Ken Miller are be-
ing planned.  We’ll keep 
you posted.  
 
The intensive introduc-
tory CI-P Bronze first 
level training (DOP 1-5) 
is being rescheduled to 
March 2010. 
 
You can also check the 
BTC Calendar in Out-
look’s Public Folders & 
come to the planning 
meetings for both. 
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Continuous Improvement Practitioners:  
BTC Intervention Facilitation Status 
  
DHHS   DOL   DAFS   
Kate D. Carnes IA-L Jorge A. Acero O Rae-Ann Brann L 
Nancy Cronin IA-O Michael T. Brooker IA-O Wendy Christian IA-O 
Nancy Desisto* IA-L Deidre A. Coleman IA-O Rebecca S. Greene IA-L 
Jane French* IA-L Joan A. Cook CL Lyndon R. Hamm IA-CL 
James Fussell* L Stephen C. Crate O Alicia Kellogg C-O 
Marcel Gagne CL Arthur S. Davis L Billy J. Ladd CL 
Julita Klavins L Merle A. Davis L Michaela T. Loisel IA-L 
Don Lemieux C-O Eric Dibner O     
Muriel Littlefield C-L Peter D. Diplock O DOT   
Walter E. Lowell L Brenda G. Drummond IA-O Michael Burns C-O 
Jack Nicholas* IA-O Anita C. Dunham IA-CL Jessica Glidden IA-O 
Ann O’Brien L Karen D. Fraser IA-L Rick Jeselskis IA-O 
Cheryl Ring C-CL Timothy J. Griffin L Robert McFerren IA-O 
Terry Sandusky L Gaetane S. Johnson IA-O Sam McKeeman C-O 
Clough Toppan* CL James J. McManus IA-CL Jeffrey Naum IA-O 
Helen Wieczorek* IA-O Scott R. Neumeyer IA-O     
    Bruce H. Prindall IA-L DEP   
OPEGA, Legislature    John L. Rioux L Carmel A. Rubin IA-O 
Matthew K. Kruk  IA-O Sheryl J. Smith C-L     
            
  
* Community CI-P IA - Inactive C – “Champion for Lean” - not facilitating  
L - Lead CL – Learning Co-Lead O – Learning Observer  
